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Why we ‘do data’ 
…….and what we do with it 

Develop an evidence base for clinics / access to justice 
 

• Understanding what works  
• Demonstrating effectiveness 
• Monitor and measure impact 
• Match outputs to outcomes 
• Use in policy and advocacy 
• Leverage funding 
• Embracing ‘Big Data’ 

 
 



 

 

Using our data in policy 



 

 

Perspectives in policy 

• Process perspectives: Consultative (Green 
papers, reviews consultations), scrutiny (Select 
Committee), and legislative. 

• Research perspectives: Outcomes focus, unmet 
demand, counterfactual analysis 

• Advocacy perspectives: Campaigning, voice, 
media, political cycle, thought leadership 

• All rely on good quality data 
 

 



 

 

Clinics stats 

• Clinics 2013-14 Report 
– 29,000 inquiries, 18,000 people helped 

• Clinics 2014-2015 Report 
– 43,000 inquiries, 28,000 people helped 

• Clinics 2015-16 Report 
– 53,000 inquiries, 35,000 people helped 

• Clinics 2016-17 Report 
– 58,000 inquiries, 35,000 people helped 

• Clinics 2017-18 Report 
– 60,000 inquiries, 40,000 people helped 
              Rounded to nearest 1,000 

 
 

156,000 people helped  
(2013-18) 

https://www.lawworks.org.uk/solicitors-and-volunteers/resources/lawworks-clinics-network-report-april-2013-march-2014
https://www.lawworks.org.uk/solicitors-and-volunteers/resources/lawworks-clinics-network-report-april-2014-march-2015
https://www.lawworks.org.uk/solicitors-and-volunteers/resources/lawworks-clinics-network-report-april-2015-march-2016
https://www.lawworks.org.uk/solicitors-and-volunteers/resources/lawworks-clinics-network-report-april-2016-march-2017
https://www.lawworks.org.uk/about-us/news/lawworks-clinics-network-report-year-march-2018


 
LawWorks network reporting 
 



 

 

Data and policy work: An 
evidence based approach 

 

 
 



 

 

Areas of policy work 

• Access to Justice: Legal Aid (LASPO review etc), early 
intervention 

• Courts/tribunals/administrative: Digitisation, process, 
welfare rights, vulnerable users & LIPs 

• Legal Services Regulation and Education: SRA, SQE, 
Insurance, Clinics (CLE), Mayson review 

• Employment Rights: Taylor Review, status, gig-econ 
• Civil Society: Charities/NfPs, funders, voice 
• Other areas relevant to LawWorks: 

• Care system 
• Migration and human rights    

 
 

 



 

 

See our  
website 

 

 
 



 

 

Updated and ongoing 

 

 
 



 

 

See Clinics Update and 
LawWorks Quarterly 

 

 
 

Insert template screenshots 



 

 

Clinics data and  



 

 

Key data points over 2018 

Over 2018 (Jan-December) clinics recorded the following:- 
• 75,907 enquiries 
• 47,941 clients helped – 35,912 provided with advice 
• 10,383 volunteers in clinics 
• Family/children was the largest category of inquiries 25.5%, 

followed by employment 24% 
• 27% were from ethnic minorities, 55% were women and 

26% identified as having a disability 
 

More clinics have submitted data, however there were some 
discrepancies in the way clinics recorded their data 
 

 



 

 

Better Information Project 
 Client outcomes 

Good quality data for first time to help us 
• Understand client experiences with a valid sample 
• Analyse client outcomes and what clients find most helpful and 

unhelpful as they resolve their issues 
• Tell clients’ stories 
• Engage on how clinic services can be improved (co-production) 

 
informing future clinic development and support 
providing robust data for influencing policy and practice 
using case studies and stories to raise awareness   



Who took part? 

75 clinics agreed to take part 

 

32 clinics actually submitted forms 
 
 
993 clients gave informed consent 
 
 
209 clients completed calls 



Statistical significance 

Statistical significance  
35,008 clinic clients received advice (2016-17 Clinics report). 
Our sample of 209 clients enables us to report a 95% 
confidence level with a confidence interval of ±6.8;  i.e. we 
are 95% confident that an observed statistic (e.g. 50%) 
would lie between 43.2% and 56.8%, if all 35,008 clients had 
been interviewed. 
 
- Assume a 6.8% margin of error 



Findings taster 
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Base = 209, unless otherwise stated 



76% of clients report that their 
understanding of their legal problem is 
now better 
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2% 

23% 

29% 

47% 

Don't know

The same/No difference

A little better

A lot better

Q16. As a result of the support you received, how well do you understand your legal problem? 



75% of clients report that they would feel more 
confident to deal with their problem, or a similar 
one, in the future, as a result of the support 
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4% 

9% 

13% 

31% 

44% 

Don't know

Less confident

The same/No
difference

A little more
confident

A lot more confident

Q24. How confident would you feel to deal with this problem (or a similar one in the future), as 
a result of the support? 



 

 

For 68% of clients, the help or support has 
reduced their stress level 

20 

I feel less stressed 
68% 

I feel more stressed 
20% 

It's no 
different 

12% 

Q27. How has the advice or help affected your level of stress? 



3% 

12% 

32% 

52% 

That's not relevant to my
situation/ Don't know

Worse

It's no different

I feel better

More than half of clients feel physically better 
as a result of the advice or help 

21 

A little better = 20%  Much better = 32% 

Qu28. How has the advice or help affected your physical well-being? 



“When you know your rights it helps you 
relax more because you know what you 

can do (in relation to the legal side of 
things).” 
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“Mentally and emotionally, it’s helped me a lot, 
because I was really thinking of what was going 
to happen and if I was going to have to quit my 

education. I couldn’t plan anything... Sometimes 
I cried, and since I met this lady and she’s 

discussed things with me and given me a plan, I 
feel more confident.” 
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“They were very good and helpful, also 

made me feel important.” 

24 



 

 

21% of clients say that their legal problem is now 
settled or partially settled, while for 50% it’s too 
early to say, or no further action is possible.  

25 

5% 

9% 

16% 

17% 

19% 

33% 

Don't know

Yes – partially settled 

Yes – completely settled 

No – but no further 
action is possible 

No – it's no different 

It's too early to say

Qu17. Is the legal problem now settled? 



For those who report that it’s too early to say/ no 
further action is possible, what do they report as 
the main barriers to their issue being resolved? 

The most common barriers mentioned were (in order of frequency) 
• Money (23 people) 
• The behaviour or capability of the other side (17) 
• Their own legal capability (17) 
• Difficulty of accessing advice or help (10) 
• The process (6) 

– Slow or confusing 
– Particularly the family court/ family law 
– Discrimination against those without a lawyer 

• The weakness of their case (2) 

26 

Q21. What's been the biggest barrier to sorting out your legal problem? 
n = 94  



 

 

Where their legal problem is still on-going, half 
of clients say that it now feels more 
manageable 

27 

3% 

8% 

40% 

49% 

Don't know

Less manageable

The same/No
difference

More manageable A little = 22%  A lot = 27%  

Qu18. How manageable does your legal problem feel now? 
Unweighted base = 158 



“I felt quite stuck with the situation I had – I was 
speaking to the authorities and they weren’t 

helping, telling me I couldn’t do one thing until I 
had something else. When I went in… they told 

me exactly what I was entitled to, who to speak to 
and what forms to fill in, and it was dealt with.” 
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“They said I’ve got no case. It’s made me 
forget about the situation more.” 
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Before getting support from the clinic, 
nearly half of clients were thinking of 
going to court or tribunal 
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3% 

4% 

7% 

39% 

47% 

That's not relevant
to my situation

Don't know

Maybe

No

Yes

Q13. Before getting support from 'Clinic Name', were you thinking of going to court or tribunal? 



Of those who said they were thinking of going 
to court or tribunal, a quarter changed their 
plans following advice 

31 

Yes - I changed my 
plans 
26% 

No - I didn't change 
my plans 

68% 

Don't know 
6% 

Q14. Did the support received mean you changed your plans to go to court or tribunal? 
Unweighted base: 98 



What led to the decision not to go 
to court or tribunal?  
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Q14. Did the support received mean you changed your plans to go to court or tribunal? 
Unweighted base: 98 

The most common factors mentioned were (in order of 
frequency): 
• A better understanding of their options (10 people) 
• Help from the clinic (9) 
• Money (4) 
• The case was resolved (3) 
• The other side frustrating the process (2) 
• Stress (2) 



 

 

95% of clients felt the person they had contact 
with listened to them very well, or quite well 

33 

3% 

2% 

14% 

81% 

Not at all well

Not very well

Quite well

Very well

Q10. How well do you feel that the person (or people) you had contact with listened to you? 



 

 

92% of clients felt the person they had contact 
with understood their legal problem very well, or 
quite well 
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1% 

2% 

5% 

20% 

72% 

Don't know

Not at all well

Not very well

Quite well

Very well

Q11. How well do you feel that the person (or people) you had contact with understood your legal 
problem? 



 

 

Most people hoped for help to understand 
the legal issues, then practical support 

35 

35% 

35% 

39% 

39% 

41% 

42% 

43% 

43% 

46% 

67% 

Emotional support

Helping you to get support from somewhere else

Talking it over

Write letters or fill in forms for you

Communicate with the other side

Help you write letters or fill in forms

Speaking for you in court or tribunal

Give you financial support

Sort the problem out for you

Helping you understand the legal issues

Q8a. Firstly, what were you hoping to get from the support? 
Please note multiple options could be chosen 



 

 

Most people actually received help to understand 
the legal issues, then emotional support and 
referral 
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2% 

3% 

4% 

15% 

16% 

20% 

20% 

30% 

30% 

57% 

77% 

Give you financial support

Speaking for you in court or tribunal

Nothing/ don't know

Write letters or fill in forms for you

Communicate with the other side

Help you write letters or fill in forms

Sort the problem out for you

Emotional support

Helping you to get support from somewhere else

Talking it over

Helping you understand the legal issues

Q8b. And then what did you actually receive? 
Please note multiple options could be chosen 
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“… they were very open and listened clearly so 
they could understand the problem. They asked 

questions throughout for a description of the 
problem to better form a clear understanding... 

They gave me great advice... [and] were 
extremely helpful, both in their knowledge and 

their style of interaction.” 
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“I was quickly given advice and guidance. I was 
dealt with then and there. The solicitor took his 

time with dealing with me and explaining 
everything without my mental health being an 

issue.” 
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“I was surprised to get the supervisors to listen 
and ring me and say they were going to take my 
case on pro bono. It’s the best news I’ve had in 

two years.” 



Suggested improvements 

40 

• More advertising, including signage and up-to-date opening 
times 

• Greater accessibility, including opening hours, location, 
booking systems rather than queuing outdoors, and 
wheelchair access 

• Shorter waiting times and more appointment times 
• Better communication, including telephone access, adviser 

consistency and follow-up support 



41 

• Greater range of expertise and knowledge 
• More detailed support including form filling, going to 

court 
• More staff and more funding, including from the 

government 
• Further information, especially if can’t help 

Suggested improvements 



88% of clinic clients would recommend the clinic 
to someone else 

42 

Neither/ Don't know 
3% 

No 
9% 

Yes 
88% 

Q32. Would you recommend 'Clinic Name' to someone else? 

Including 89% of 
those whose issues 
had not yet  been 
resolved  

(n = 94) 



Questions? 
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Learning about the process 

 

44 



Project story 

Project set-up – engaged independent consultant 
Review of LawWorks’ monitoring processes overall (internal 
report) 
Research into how 14 other similarly structured networks 
collect and use outcomes monitoring data (published report) 
Framework and questionnaire development (in consultation 
with advisory group) 
Pilot completed (4 clinics, 62 completed calls) 
 
 
 
 
 
 

2016 
 

April 
 

June 
 
 

July 
 
 

Aug 
 
Nov  



Development timeline 

 
Review of pilot process and questionnaire completed 
Sampling approach developed 
Collecting forms starts (and is then extended for two additional 
periods) 
 
Extended form collection 
Emerging findings and learning paper presented at UCL Legal 
Services Conference 
Further analysis and discussion of findings  
Clinics report published 
 
 
 
 
 
 

2017 
 

Mar 
 

Aug 
 

Oct 

2018 
Feb 
June 
 
 
Oct 
Dec 



Client feedback process 

1. Clinics were invited to take part, and then supported 
2. Clinic colleagues asked clients if they would like to 

participate 
3. Clients gave their informed consent and contact details 
4. Clinics returned these forms securely 
5. Clients were contacted at least six weeks later by our 

research agency (BMG) 







 

 
1. External practice review  
2. Outcomes framework 
3. Telephone questionnaire 
4. Pilot report 

 
 
All are available at www.lawworks.org.uk/impact 

Project background: where to 
find out more 

http://www.lawworks.org.uk/impact
http://www.lawworks.org.uk/impact


 
 

What got in the way?  

Buy-in 
Clinic capacity 
No carrot, no stick, no database 
Timing 
Initial texts 



 
 

What helped? 

Buy-in 
Support 
Time 
Options for data collection 
Well-structured questionnaire 
Knowing the background 



 

 

Discussion and questions 

These results are for the whole LawWorks network. How might you… 
 
• Share and reflect on the findings with partners, coordinators, 

volunteers, clients? 
 
• Use these data for comms, policy or fundraising? 

 
• Use any of these tools in your own feedback and learning 

processes? 
 

• Make use of additional support from LawWorks? 

53 
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